
EXHIBIT ~

BILLSOUT8 TILICOKKURICATIONS, INC.
BILLING DISPUTI GUIDILINIS

rOR INTIRlXCBANGI CARRI IRS AND CUSTORIRS

Acting as a billing entity, BellSouth offers Interexchange
Carriers ("IXC") the option of choosing a billing and collection
contract whereby BellSouth will provide Billing Dispute Inquiry
Services. Under this type of contract, BellSouth will provide
for the investigation and resolution of the customers billing
dispute claims.

Contract With Billing Dispute Inquiry Service.

1). Customers are given a toll free number to call if they have
any 900 billing questions or disputes. This number appears
on the customer's monthly telephone.bills. A BellSouth
representative will directly handle the inquiry or dispute.
Written notification is not required.

Z) The BellSouth representative will investigate the reason for
the dispute and will determine whether a valid billing error
has occurred.

3) BellSouth recognizes the following as valid billing dispute
claims.

Price misrepresentation or deceptive advertising.
Lewd, abusive or pornographic program content.
Incomplete, unintelligible programing,_ out of date
information.
Charge. for calls terminated during the preaable.
Charge. for call. made for the purpose of making
political or charitable contribution.
Custo.er did not receive product or service, or poor
service quality.
The preaable was unintelligible and did not clearly
state price.
Referral - pro.otion by use of autodialer/broadca.ting.

The following reasons will not be recognized as valid
billing dispute clai.s.

Custo.er refuses to pay
Custo.er states that they are unable to pay
Custo.er denies all knowledge.

4) If tbe custo..r does-not present a valid billing dispute
clai., tbe .el18outb representative vill proceed to step 11.
If the custo.er presents a valid billing dispute claia, the
BellSouth representative will adjust the call using an



adju.t.ent code corre.ponding to the rla.on(.) a••pecifild
above. The unique adju.t.ent code. were dlveloped to aid
.ellSouth in tracking the various type. of coaplaint.
generatld by 900 service••

5) The cu.tomer i. then advised to deduct the di.puted amount
from the total amount due on the bill.

6) The BellSouth representative will initiate thl adjustment
process. The cu.tomer will be advised to ignore the charge.
if they appear on the next bill.

7) Action will also be taken to either waive any lat. paym.nt
charges or adjust the late payment charge upon notification
from the customer of the dispute.

8) The BellSouth r.pr••entative will input the bill date, it.m
number of the call, a.ount of adju.tment and name of the 900
service provider. This information will be r.tained in the
custom.r's account for nin.ty daYI.

9) B.llSouth'. billing Iy.tem limultaneou.ly generate. an
Int.r-Company memorandum at the ti.e the adju.t••nt is
proc••••d. Th. IXC i. given the cu.toaer'. account
information and the adjustm.nt information.

10) The customer il advised at the time aellSouth remove. the
900 charge. from the bill that the IXC or the 900 .ervice
provid.r may pursue the independent collection of the
charge••

11) If the repre.entativ. deter.ine. that the cu.to••r ha. not
pre••nted a valid reason for the di.pute, .el18outh will
att••pt to collect the charge. fro. the custo••r.

12) If the cu.to.er i. willing but unable to pay in full at this
ti.e, payment arrange.ent. will be offered.

13) If the cu.to.er cannot .eet the payment arrange.ent
criteria, refu.e. to pay, or continue. to deny all knowledge
of the calls, the call will be re.oved fro. the cu.to.er.
bill.

14) Th. cu.to.er i. advised that the IXC or 900 .ervice provider
may pursue collection of the charg•••

15) The cu.to.er is then offered 900 blocking. If the cu.to.er
accepts the 900 blocking, it is added to their line.

16) The BellSouth repre.entative typ•• a -.etain .e.ark Bntry·
which includes the Itate.ent that the 900 adjust.ent was



illued, the realon for the adjultment, and the date upon
which the custo.er was issued the 900 block.

17) If the customer choose I not to add the 900 blocking, that
information will be noted on the cUltomer's account along
with the information that the customer's account has been
adjusted due to an invalid billing dispute claim.

18) After the second occurrence of an adjustment based upon an
invalid billing dispute claim, BellSouth will automatically
place call blocking on the customers account.

Contract Without Billing Dispute Inquiry Service

If the IXC does not purchase Billing Inquiry Service from
eellSouth, cUltomerl are asked to call the IXC directly. The
IXC'I number is lilted in the "Helpful Numbers- section of the
monthly telephone bill. If the customer contacts 8ellSouth, a
BellSouth representative will refer the. to the IXC. Bowever, if
the customer requests that BellSouth contact the IXC, the
BellSouth representative will prepare an Inter-Company Memorandum
(IEC/BOC) reporting the dispute to the appropriate IXC.

1) A BellSouth representative will obtain the details of the
inquiry or dispute from the customer and advise the customer
to deduct the disputed charge from the total amount due on
the bill.

2) BellSouth will prepare the Inter-Company Memorandu. (IIC/BOC
rorm), which includes a call detail report and the
customer'. name and account number. This will be sent it to
the IXC.

3) BellSouth will advise the customer that the IXC will contact
the., within 35 dayl, with the results of the investigation.
The IXC will also notify eellSouth regarding the outco.e of
the investigation.

4) The record will reflect that the disputed calls are pending
resolution of a clai••

5) A me.orandu. will be sent to the aellSouth Interexchange
Point of Contact Service Center for a 40 day follow-up. This
is a 8ellSouth centralized IXC center that issues
adjust.ents for specific IXC accounts.

6) If this is a valid billing dispute clai., the custo.er il
then advised that the disputed amount will be removed fro.
the bill.

~) The eellSouth representative will initiate the adjust.ent
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proc.... Th. cu.to•• r will b. advi ••d to ignore the charg••
if th.y app.ar on the next bill.

8) Action will al.o be taken to either waive any lat. paya.nt
charge. or adju.t the late pay.ent charge upon notification
from the custom.r of the dispute.

9) The BellSouth repre.entative will input the bill date, item
number of the call, amount of ,adjustment and na.e of the 900
service provider. This information will be retained in the
customer. account for ninety days.

10) If the IXC does not respond to the IIC/BOC form within 40
day., BellSouth will initiate a proces. whereby the charges
in dispute will be billed back to the carrier. The carrier
will again be notified.

11) The customer will be advised that the charge. have been
removed but collection may be independently pur.ued by the
IXC or 900 service provider.

12) If tbe charge. are being disputed for an invalid rea.on,
8ellSoutb will try to collect the charge. and initiate 900
blocking a. di.cu••ed above.
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